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Dana C. Wood

August :5. 1994

Ms. Jeri Habbyshaw
Vice President
Taseo Telemessaging Service
7441 W. Ridgewood Drive
Cleveland, OH 44129

Dear Ms. Habbyshaw,

I wanted to apologize again for the. unauthorized, contacts you received from a third party Centrex
provider on August 19 and August :3. I am sure that you are aware that the Ameritech Information· : ~ 1 j 19M'
Industry Service Center (AIlSC) does not, in any way, condone nor encourage this kind of impropriety. It
is, simply, not Ameritech policy to share proprietary account information with anyone outsid~~Q()I JC,4'l)lS;:::,)jj;

company. I would also assure you that sharing account information within Ameritech is onli~~~THE'SECi';.l,;'
need to know basis. Therefore, situations like this should never occur at any time.

The root cause of this, unfortunate. incident has turned out to be err0neous information in one of
Ameritech's ordering systems. The Tasco account was. somehow. mismarked and two separate Ameritech
Market Units believed that the account was theirs. Since the AIISC utilizes a direct channel into the
ordering system ,when servicing your account, our Service Representatives are able to recognize that your
account is proprietary. However, the Amentech Account Manager had infonnation that indicated Tasco
was his account. The Account Manager's information did not identify Tasco's account as proprietary. That
is why you were contacted by the third party provider. The Account Manager, truly, believed that he had
Tasco's best interests in mind when he suggested that the third party contact you.

It is my hope that this situation can be turned into a valuable lesson for all of those involved. Undoubtedly,
this hope is of little consolation to you and Tasco. Still, if we can come away with a stronger customer
focus and commitment then. perhaps. we have gained some valuable insight.

Once again. please accept my apologies for this incident. It is never Ameritech's intent to frustrate any of
i~ customer:>, particularl], valued C"S'0IT',':':; :~e Tasco. fur..h;;•. if lor ;r.) iitaft' can be of any assistanc.::,
please contact us immediately. I can be reached at 414-227·2990 and Fred Christensen can be reached at

4 J4-227·2908. We will be more than happy to meet vour needs as soon as possible. ~

Sincerely,

Danae. Wood
cc: R. Weger

V. Marks
W. Roemer
S.Samhric
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TeleMessaging

Centers

Metro Baltimore

SUite 105
6600 Yorl< Road

Baltimore. MD 21212·2073
(410) 377·3000

FAX (410) 377·2631

District of Columbia
Suburban Maryland

SUl,e 206
4650 East·West Highway

BetneSda. MD 208
'
4.3409

;301 16545500
FA.X 1301} 654·107'

Metro Cleveland

SUite 130
7441 W RidgewOOd Dnve

Cleveland. OH 441;29·5595
(2161 845·5400

FA.X 12161 845. 1 414

Northern Virginia

Su~e 303
10720 Main Street

Fa,rta:<. VA 22030·3794
(703\ 273·3250

FAX (703) 591 ·0847

Central Virginia

Surte 232
8003 Franl<lln Farms Dnve
RJd1mond. VA ~5107

(804) 282·3000
FAX (804) 28",5368

TIdewliter VIrginia

Surte 300
101 Granby Street

Nortoll<. VA 23510-1638
(8041622·5700

FAX (804) 622-4084

Executive Offices

Su,te203
6600 Vorl< Road

BaItJ~. MD 21212·2024
(410) 3n·3ooo

FA.X (410) 377-9386

56ywS

sel(v'lCE

June 7, 1993

Martha V. Lockwood, E.V.P.
ATSI
1150 South Washington Street
Suite 150
Alexandria, VA 22314

Dear Martha:

I am enclosing copy of letter fran C&P in Norfolk, VA
infonning us that through an error they took us out of
service for four hours and thirty three minutes.

The hours from 5PM until lOPM on May 24th could not
have been at a worse time.

Another example of how we are at the mercy of the
Teleo.

Sincerely,

CI/kn

We take your calls...personally.-
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744 ~o~~1c.llo Avanue
~ortol~, V'~9Ini. 23810

Jun. :I, l.U3

~1I: U/H~EI/'hllt127/C'V '%'roul:Jle Re~ort

J,rn',

~.cord. ln41cat. that Q'P r.o.1v.~ I report troa SPkfNT at
17:01 (Dr on Mar 24, 1"3. fa. initial , ••tt p.rfo~~4 by the
Special Strvloe Center p.r80n~al 1n ~1~nd 1n!1cate~ thftt the
~ir~~it we. open at th- Crao. St Central Ottice. Th. report va.
b.n~.~ off to the ~e~tral Office p.r.on~.l fo~ final l.olat!on
.n~ t.~air. Th, trouble ~. clear.~ ~4 r ••tor.~ to SPRINT at
211' ~ lOT.

l ~OJt trouble lnvl.tlqlt1on r,vf!l,d that the circuit had a
elP iMArUl order ,enl1ine; lhat VAl to ruouh tte eircuit cnte •
altttrtnt facility at lb. GriC. St. e.ntral Oftic~. Tail ordlr
had ~Qt b••n co=pl.~.dl h~wev.r, .~ erto~ 1ft t~e reee:d.
1nd1~.t~ 1t hid b6~n eo~l.te~. Tnt. artQr &ll~ed for tht
to~l~Ltl•• at Grl~e .t. to b••ark.~ ae evailable for
r'A••1;nr.•~t. ~h1. preclfitat.d the evant. that 1.~ to the
SPRINT oir~~i~ ~Ii~q 4i.conn~ct.d 1~ arror on Kay 24th and I n.~
circuit 1nltllled. Inve.tlqatiQn 4id tev.al that the Cl'
t8chn1claos _era ooncern.~ there Vn. I worllnq o1rouit on the
facl11tl •• vhen 1ftatal1inq ~. new cirouit, but ~.n it v..
sonltor~, onlf an untra~t4 QRSS VI' Ob.arve~. ~1. oondition 1e
ind!~atl~. of 1 unaa.lgn~ elroult.

fh. re=or4 error that 184 t~ the !~ltla1 dl_conneot 11ao
c01t.pl'eat:ac5 tbe r8.';~r.l 1or.1! l8d to a loOljlwr tll4n 1101....1 c!u1.'6t.icn
for the out&Qe. A cg~l.t4 ~.oap 6f t~ll tro~l. hi' bean
~.vl.~.d yJth all p.r.or~.l involved. A4~~tlonal .t~ps have beer.
lnlt1At~ to pr.v.n~ any cl~11ar trou~le•.

PliO•• cal. m. if ~·O~ h ...... " .Clj r",rthu ques\:ion, r"g-tlrdi."'t
th1c ouuve .

p. 2
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74 660 HIGH ST. N.E., SALEM, OR 97301 • (603) 363-0056

April 13, 1992

The Honorable MiKe KopetsKl
530 Center st., N.E.
Salem, O~ 97301

Dear Conqresaman Kopetaki:

1 am writing to you to expre~s our grave concern and to aSK for yo~r help on
behalf of twenty employees and,ourselves.

U.S. West Communications i.puttin9 u. out of businesa and they an doing 50
by the marketinq of competi tt've services joint ly throuqh thei t' MONOPOLY
services. ' ",

Business Connections, Ine. and it't predecessors~have provided 24 hour
"Li veil Telephone An'swerinq Service since 1949" and has provided Voie! Mai 1
and Radio Paging service. ,inc. the mlo 19805. ,'We a;e:Qe~ndent upon O.S.
West Cotmnunication., the l.ocil TELCO MONOPOLY tor "l,oed loop" services.
The breakup/divestiture of AT&T 'specifically prohibited the seven "Baby
Bells" from providing competitive services, such as· Yoice Messagin;,
Information Services, Equipment Manufacture and Inter' Lata 10n9 distlnce
throu9h their Monopoly entity.

The RBOCs "have been gettin9 their message across at an expense
$25,000,000.00" according Congrel.man, Dennis Eckart of Ohio.
they're unable to compet•. Their profits prove otherwise.

of near I 'J
They claim

AS our Congrell~n, you will ~. votin; on H.R. 3515 very loon. We Isk you
to protect our jobs lnd small buaial" from Unfair Competitive Practice. by
U.S. Welt' other RiOCs by being lure the following r.quirements art in B.R.
3515. a) CPNI (Customer Proprietory Network Information) must b. private
uniea. the eu,tom.r give. written lutQorilation to release it. b) Th.
T.leos must not b. allowed to joint market their Monopoly service. with
co~etitiv, .ervice•. 0) H.R. 3515, thl'Coo~er bill .hould inolude the only
truly effective sifeguard which 1. to require the Telco! to offer these
competitive service. through Non-Monopoly, separate subsidiaries a. in
Georqia and Washington,D.C.

Attached are copies of a customer's letter and my letter to the Orogon PUC
describing an actual abusl of joint marketing by U.S. West Communications.
Thankyou in advance for your help. {This our last hope tor a "Level Playing
Field.



,.' '", Please Reply To:

00 Salem Office
660HighSt., N.E.
Salem, Oregon 97301
(503) 363-0056

January 27, 1992

o Portland Office
1215S.W. AlderSt.
Portland, Oregon 9~05

(503) 228-3327

Public Utility Commission of Oregon
Attn: Roa Eachus, Chairman
Labor & Industries Bldg.
Salem OR 97310-0335

Dear Commissioners:
.' ,

This 18 a typical example of the misinformation and abuse a monopoly
telephone company, especially a r~gional bell opera~1ng company. exerts
when co-marketing monopoly services with compet~t1ve ~erv1ce8•. . "

• I.;" •

In this situation, we were fortunate enough to salvage"ue coatomer, but:
usually the customer say. tOWell. I'm already set up w1ththe, eelephone
company and 1 don't want to go through this again and'lose my deposit with
themj I'll just stay with them although I don't like the 'way' it was handled,"

The above scenario 18 occurring regularly. We experience it leveral time.
a week, but it ia a rarity that the customer 1s willing to' open up to us and
take the time to help UI document thea. abuses.

Again, we submit to you that the only truly effective safeguard to eliminate
thea. Talco abuse., is to require separate subs!diaries al in Georgia and
W••hington, D.C •.

ThAnk you in anticipation of your uuderBtaDding and help.

Sincerely,

tJwtIJ~
Clifford D. Moeller, President

P.S. The twenty employees of Business Connections. Inc. aleo thank you.



Date: January 2, 1991

nu PROPtRTY~$J' LV1

92Q5 $.E CUCKAMAS RO, SUI1
ClACKAMAS, CA

(!lO312~

(2C>e 89-4

Public Utility Commission ot Oregon
Attn: Myron Katz, Chairman
Labor' Industries Building
Salem, OR 97310-0335

Dear Commissioners:

I'm upset with my phone con~any, p.s. W~st.

of this year t c&lled U,'S. We~t tor an
8witchin; from variabl. call torwarding to
busy line/don't answer.

, . ,

UUtlng December
order change.­
call torwardioq

After investing time in. setting up my voice mail/paging
service wi th an independent company," r ran into problema.
When I spoke wi th U. S. Wet t r ega rdi ng chan',:i nQ my phone
service to call forwarding b~sy line/doQ!~answer, they told
me that it wouldn't \olork because lOy VOJ ceo: nlllJ l/paqinq company
wasn't properly equipped to handle this type of call
forwarding. U.S. West then intormed' m~ that it 1 wanted to
use U.S. West'. voice messaqio9 that it would work, '0 I
placed an order with U.s. West tor voice messaging.

When 1 called the independent voice mail/pa91n9 company to
cancel service with them, they said that I had been
miainformed and that call forwarding busy line/don't answer
would work. The independent provider then called U.S. Welt
and got the service working.

What should
into several
company that
1990 almolt
measures to
a9a1n. 'fhank

Sincerely,

have been I five minut~ t~lephone call, turned
wasted hours of my time. and the independent
I'va been doing b\lf,:ln(~r.~ with Dinca August ot
loat a customer. ~lea~e take appropriate
prevent. thi s type \)1' pr obl em frnm occurring
you for your time.

'I •
v~

Eric J nsen
Inte;rity Home Inspectio~



lOS (n~H~r A.~"LJ~

Moo'~l!ow". NJ 08057
../~ AI""ft~..AJl6.6
I~IY"&K'-''-'1"1.,/ -------T~-, (-60-91-234-.4-'00-----

COMPLETE COMMUNICATIONS Pernsylvdn1d IllS) 677 1300
F'ortdd UOS) 9734S00

Associd~lon of TelemesSa]lng
S~rv:ce5 Inter~ational, :nc.
~15C 30uth ~ashington S~~eec

SU1te .1.50
Alexanc::::a, ·i.'Z:.. 22314

.~':. t:-,: l'~",. Z'!ciL Lho J. L,oc~wocd

Executive Vice-Presldent

[lear Ms. Lockwood:

I'm sure by now your getting your plate full of many
problems as the new director of the association, particularly
correspondence from old-time members like me.

The sJbject 15 the endemic interference w:th our business
U1c.,: prl~vCil':'S w:..th the new telephone company v::nce mail system .
.\5 '.'112 k110\'1 there is supposed to be safe guards that protect us
from interference by the telephone company. Most problems trans­
par~~t~y pass by and ar2 not recognized in ti~e to do something
abOl: t . TIL. s, however, is a more blatant exper ience that requires
l~e advisement of whomever can initlate action in the future.

As you can see from the copy of my company's service order
~nclosed, we d:d engage a service order from Anthony Acchitelli.
Mr. Acchltelli was pleased to become a customer of our company,
but was dissuaded from such when speaking to the phone company
when lnltiatlng his call forwarding service order. When speaking
to the telephone company buslness office about call forwarding, a
ve~' active sa:es presentation ~as ~ade regarjing the telephone
compQny vo~cemail serVl~es and he was encouraged to discontinue
the 5erv~~e arrangement with us for live serVice, and instead
engage tr.e teiephcne c8mpany voice mall.

Y8U, of course, C3r add this to your file of interference
3n~ ;l'otlems that have 8c~~rred on a repetltl\-e basis that may
e':entud_ly lead to the destruction of our lndc.stry as it exists
,:-cc'.ay.



105 '''eHer Avenue
MoorpHown. NJ 08057

~l! .I1,.rl"t~"JI"".
I~IY~&/'C"VlrIlW -------Te'-16-09-U-34-4-,00----

COMPLETE COMMUNICATIONS PennsylvanIa 1]15) 677 '300
Flo"da (305) 973·4500

T<::::'eph::'.e Ccrr.pa.::y \'o:.:e Mail

_ ~ope that ~his :.nformatlo~ is ~elp:~l :.~ the associa::.or.s
:Gr.tl~~:ng endeavor to create some eq~lty :n this area. If yo~

:ould se advise ~e as to who ~lse I ca~ co~respond wit~

issues such as this It would be ~OSt appreclated.

Snclosc...:re
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TOTAL

884. Deposit Credit

661. lost Equip. Fee

n2. Service Credit

990. Misc. Charae

n3. late Chao Credit

995 Misc Credit

997. Excess Unit Credit

996 Termination Credit

Sa~sr8p ~
Acoountiogl _

556. Alpha Page

110. Answering Service

Allow Over

113. Voice Mail

117. Mail IVC.

111. Wake-up

Serial'

Beep6r.2

229. Equ~ent Rental

333. Auto Fax

Beeoer 11

340. live Time

341. Voice Mail Time

342. Patch Time

~4 .,~~~.".,,/,//------·OI_01 _.
~",""""lrIlrIl ~--(AllCE1J.Jr1011-"­

_.-J

OWNERSHIP~ ONE

(A) ANSERCOMM (C) CUSTOMER
COVERAGE _

COSTFACTOR_~~=-

AI__ Fax__ Sched__ Voice Mail__

Clear atat8__ 0.1.0.~

Zip

title I

Fax •

Contact phone NIGHT

P.O.'

ST

Auto Pa)'? DYes D No

Bill Aa:oUnI No.

fAX •

Dale 01 birth

?tD

P.O.'

9 Canary-F'" Pmk-Salel Gold-Co.~o.er

Ched\.

Address

City

S'al1

Credit card number Exp. date

o VISa oMulen:;ard 0 Amercan Express

Social Security'

METHOD OF PAY....ENT $ _~ _
OCash OChed\ 0 Credit Card 0 Bill Ac:c1. 0 Other

Address

I personalty n.~ r..d, underalood ~d accepIed the terms and conditions

on this order and authorlr. An..rcomm to investiga!e my credit and certify

that the above ~rsonaJ information ia true and corroct.

Customer S.gnatvre date _

Pnnt name

Whn.·Acco

~ONE

O. TAX EXEMPT (Mull have ropy of tax exempt certificate)

1 - FlORIDA GROSS RECEIPTS TAX 2.25%

2 - NEW JERSEY SAlES TAX ,%-
3 _ PENNSYlVAH'" SAlES TAX 7% (pHtlADELPHIA ONLY)
~ _ PENNSYl VAHtA SAlfS TAX 6% (OUTSIDE PHILADElPHIA)
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~ 'I t:.J*l'J

'Wilt.'.,.
tAIICELU'IIOII

TOTAL

esc. Oeposit Credit

n3. late Chao Credit

661. lost Equip. Fee

990. Misc. Chame

995 Mise Credit

997. Excess Unit Credit

m. Service Credit

996. Termin.tion Credit

ReasonForO~n~ I--

110. An.wering Service

441. Out Units

339. Patches

440. In Units

113. Voice Mail

Serial'

Beeoer '1

Allow Owr
Beeper '2

229. Equpment Rental

111. Wake·up

333. Auto Fax

117. Mail ave:.

556. Alpha Page

340. live Time

ANSEIICOMM

f~' <]

Fax ,

P.O. ,

Contad phone NIGHT

z·ST/--..J:J Ipu) ( .. / :?

FAX It

{.-.,' // \

/.1 13

•

.1="·'~~.

';, --: / /...//)/ h/./<,<,.I /2-/. £'

. ;' I.

."

.• ' I 'I'
IJ

I ·1/ J,' I) '/ .leL. /./' 7' t::,/I;'
Address

•
Name

Address

City~

Mention L <,71..; •

Social SeUJrny ,
,'6' "I, I.

Check" P.O.' Auto Pay? DYes 0 No

CJedtt card number ~ Exp. date Q..r-
,j .; 5/ G· '/'/tJ . / <I,N; . I :1.1 ,/ .2 /.;..7

METHOD OF PAYMENT.... S / ~ <I· L.-

OCash Dchedl ~ Credit Card 0 Bill Acct. 0 Other

o Visa J!lM<a£terc.ard 0 Amercan Express

~r disc. d.te -.1

~!l!

ConJad phone DAY
/11'· I ~, I,. ....

.£!RCLy ONE

o. TAX EXEt.4PT (Mull have ropy of tax exempt certificate)

y{LORIDA GROSS RECEIPTS lAX 2.25%

~EW JERSEY SAl.fS lAX 6%

3. PENNSYLVANIA SAlES TAX 7% (pHILADELPHIA ONLY)

~. PENNSYLVANtA SAl...f5 TAX 6% (OUTSIDE PHILADELPHIA)

I personally he~ r..d, undera$OOd Wld a:::cepted tho terms and conditions

on this order and authorize An••roomm to investigate my credit and certify

that the above personal inf()(mation iI true and oorrec1.

Customer SlgnalVre date _

Print name title I

Wh,te·Acalur·'->q CaNlf)',F- Pink·Sale. Gold-Cue~o••r

341. Voice Mail Time

342. Patch Time

OWNERSHIP~ ONE

(A) ANSERCO...... (C) CUSTOMER
COVERAGE _

COSTFACTOA
&3.1-' iSJgGGSiZti

AI__ Fax__ Sched__ Voice ....iI__

Cleat.tal'_'_ 0.1.0.~

COMMENTS OR SPECIAL NOTE~

1',)1i" rI O(irl'~.



TEXAS ASSOCIATION OF TELEPHONE ANSWERING SERVICES
REPORT OF CLlENT LOST (OR NEARLY LOSn TO

SOUTHWESTERN BELL CALLNOTES OR BUSINESS VOICE MAIL

This client was (circle one): ~ ~'EARLY LOST

Client or Company Name .: 71'II~/~ S (:<,j1:.....-.:.I\I"-;i1...../Ai:~A0...l.;..:...-:1L-.!.V;~/.r _
(. see note at bottom) a-'J, 7.1 I j / ~ / / ..,.. I
Cl:em'>::d~ss:__ <..J;/,' Y ;'0 ~<; V 1 V1,,' City & ZIP: Ji~~ , 7x .

Oient~~~: ?S2....883t DiS<.:onnect Date:_(I- 23 - r;:3
~ame of person requesting th3t service be stopped: ~~&. Y (Z.O/A. C-.£.A'1"

Please ask this person to~ specific as ro~i.Qk about r.0W they (or whomever L1 ~~eir corn?an~

were solicited by SW Bell for C..illNOles or Businc:ss Voice Mail.
Check one:

-i

.0\5 a new client, &.ey called SW Bell :0 orJer Call Forw3J'ding and were :>cb;jt~.

Client called SW Bell Repair to report trouble Jr.J were solicited.

Client called SW Bell to Qrder their phones moved and were solicited.

Client called SW Bell to order~.n a.dd.itionalline and were solicited.

Client called SW Bell to ask about their bill and were solicited.

Client responded to SW Bell ~di.o, TV or print advertising.

Cllent responded to SW BeU phone billmsen.

Diem responded to SW Bell telerrurketing (phcne solicitation).

Other - Please explain in some deui.l:

Your Business Narne: r:,;,~~ r:- (')/'1f.;,;',{ 2" Ii {;/< TATAS Member': @ 1\0

Address: /2581- J!-t:-I-X/~/r!cevj!l;h: 22.0 Phone:/)13) (£ff-~23.

Person preparing this repon: [l2lfe !1/C',r~6h/)-/ Date: -l ,,)z,.~)93
MAlL Tht\1EDIATELYTO: Mark Hastings. TATAS PUC Comminee

825 West 11th. Austin TX 78701
OR FAX TO: 512-472-1558

·Note: If you~ lost this client and wae able to save them. you do not have to list their na.t:DC.
Instead you may list a code number or some other way you can identify them later if
needed.



We believe you are one of our customers ~ho probably has enough

-~-- ----- - ~- -- -~- ~._-

@
New England
Telephone
ANnIE::.~

August 1993

lI. SPECIJ\L FRE; iF}'ER F('R SELE::T CCSTOMERS:
TRY NE~ [~GLANr Tr.LEPE~NE'S

Dear Preferred customer,

1
complications in your life already. But wo~~yi~~ about getting ~

your phone messages doesn't have to be one ~f t~em anymore. T~at's_ ) ~

because we're ~aking this very special offer to you on our new Call 1 '.
Answering service available in your area for the first time. ;'\~

Call Answering lets you receive messages fro~ anywhere --I ~
without answering machine hassles and with ~he assurance of )if ~~
complete privacy. It even allows you to receive a message while \j
you're on the phone with another call. In fact, Call Answering f
makes traditional answering machines virtua~ly c~solete. And
we're so sure that you'll agree, we want yc~ to try it for \J
yourself, absolutely free. \

Call Answering: Th': s~mple l\r:r'. i1e:iable Solution

An answering machine, no matter how high-tech or expensive,
can be a bother. Tapes wear out. Messages get lost. The machine
clutters your home. And when it breaks ...•ell, it's time to buy
a new one. That's where Call Answering comes in.

Call Answering -- a voice messaging service -- is part of New
England Telephone's network, so you don't have to worry about tapes
breaking or parts wearing out. It even works during power failures.
All you need is a touch-tone phone. And Call Ans~ering's optional
multiple mailbox featur~ makes it an even better choice for
families, teenagers, roommates and people who work at home. with
mUltiple mailboxes, you can separate business and personal messages
automatically.

You've probably heard about this service already, but you may
not be familiar with many of :ts benef1ts. Call ;nswering ...

records messages while you're on anot~er ohone call

allows you to selectively hear, save and delete messages

, 1S easy to set up and easy to use

.. won't distort or cut of f your messages .

~ . v> ~,~/tt;b7~p~ease)
/.I't /~_ ---'ICe - t-. red f~/v/u...J '/ ~ ~ ~/~-

Ayisolmporfnl/le~ 7~ ~
5i Ie g/lslaria hablar con un reprcsentanle quie'1 habla espanol. /lame Ud. al J-800-287·2999, extension 187,

d, j!i';J' 8:t;:X8::Z FAp--r "~ j wd -d- .4-.rL-
-J : ~ \ V/,/"e/&v/~/j//~Y ~ A:- ~7~

I~ ,~



AS Customer Guide

The Message Center
Descriptions and Instructions

The Message Center
The Message Center IS a VOiCe messaging

service offered b't Pacific Bell Information
Services, a subsidiary of Pacific Bell.

WhItt "'- Ilusage Center Does
• Answers calls when you're on the line or

not at home.
• Requires no special equipment.

• Allows you to check messages Irom aIrnost
any touch-tone phone.

o Tells you the exact date and time of every

message.

• lets you send messages to other users ot

The Message center or to~ ci users.

• Allows each household member to have a
separate maibox to assure personal prIVaCy

(q:JIional teature).

To order The Message Center, call

tolt-tree 1-800-273-7000

.
Writ. YCKlr can-In number heN:

Definition­

Mailbox· Where your messages are
received and stored.

·Your call-ln Number - The number you call
to reacn The Message Center and retrieve
your messages.

Maltbox Number - The same as your home
phone number.

PlINWOI'd - Your private personal
identifICation number between 4 and 13
d~its to open your Message Canter mailbox.

Personal (regular) Greeting· The message
yoo record that callers will hear when you're
not answenng your phone.

Altemat8 (temporary) GAl8ting - You can
record an alternate or temporary greeting
that's different than your regular greeting.

Getting Started
To set-up your mailbox. follow these simple

JflSt1UCtIOnS on or after the date your seMCe is

Installed. Use the call-In number gIVen to you.
when you ordered The Message Center.

MaIn Mailbox Set·Up

1. Before you call In

o Choose any number or WQr1j 4 to , 3 digits

long for your password and wnte rt down.
Oon't stan With '0'

o think abOut what greeting you war1l

people to hear when they call you and

wnte It down.

2. Next. dial The Message Canter caJl-in

number from your home phone. You

will be guided through SImple voiCe

InstructiOns. (If you are not at home and

want to set-up your Message Center

mailbox. please call our customer service

department. )

3. Dial your mailbox number (your 7-digit
telephone number) and press the • f·

bLJl'ton.

4. Enter the password you've se/ecled and
press the •t- button.

5. Follow the voice InstructIOns to confirm

your password and record your greeting.

You can change your password as ollen as

you like. It's easy.

1. lJIxln «1tenng your maI:lox. pI'96S 3-

2. Press 1 and enler your new password,
plus the .,. button.

3. Press the •• - button to cancel, Of press
ltle .,. butloo agaI1lO confimt

ExtensIon Mailbox set-Up

If yoo also order Extension Mailboxes, follow
these SImple Instructions.

1. Before you call in'.

Choose a password for each Extension .

Mailbox - a number or word 4 to t 3 digits

long. Choose ExtenSion passwordS

different lrom your Main Mailbox

password to ensure each user's pnvacy

2. Next. call The Message Center trom your

home phone uSing your call-In number.

3. When The Message Cepter answers, do

not enter the password tor your Main

Mailbox. Instead press the·" button.

Enter your~ home phone number
followed by the ·f· button agam.

4. Enter your slngle-dlg1t extension nurnDe'
and press the "•• DuMn

(TIp Your Main Mailbox IS always

ExtenSion 1 so the first EX1enSlon Mailbox

IS ExtenSion 2, the second ExtElnSlOn
Mailbox IS Extef\SlOt'\ 3. etc.)

S. Enter the extenSion password you selecled
and press the ••• :lU1t0Cl.

S. Follow the voice IrlStn;ctions to confirm

your password and record your personal
greeting.

7. Hang up and repeat steps 2 to 5 for each

Extension Mailbox. Once you have set­

up all Extension Mailboxes, record a

greeting lor the Main Mailbox which

directs callers 10 the correct Extension
Mailbox.

To reech customer Mrvfea. call
toll·free 1-800-675-9005

8:00 •.m... 7:00 p.m., Monday-Friday

8:00 ••m.• 5:00 p.m.• Saturd-r

for recorded instructIons, call

ton·free 1-800-540-9989

How to Reach The
Message Center
To rMCh the .1....... Cent... from
your home phone:

1. Dial your call·in number.

2. Enter your password and press the "r,
button.

To reech The ........ Cent., wtMNt

'ou·....wIIY from home
1. Dial your call·in number.

2. Enter your password and press the •'"
bLJl'ton.

3. Enter your mailbox number (your home
telephone l'll.ITter) and press the .,.

button. If you are dialing a call-in number

with a different area code than your home

phone, you will need to enter your area
code as part oj your mailbox number.

You are now in your Message Center

mablx. Folow ltle voce 1f\StrucliOn$.
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Listening to Your
Messages
To rew.,." your messages, press 1. You will

first hear new messages, followed by those

prevIously saved and those erased. After ead'l

message you must either:

• Press 1 to repeat the message.

• Press 2to save the message.

• Press 3 to erase the message.

• Press 4 to reply to the message.

• Press 5 to forward the message to

another mailbox.

• Press tt1e "It" button to skip to the next
message.

• Press '0" twice for help any1lme.

• To em the Message Center, press ","

repeatedly until you hear 'Goodbye.'

Message Listening Tips
While rev1ewmg messages you can:

• BacX~ , 0 seconds. by pressing 7.

• Go bacK to the begmning of any

message, by pressing n.
• Pause b 20 seconds, by pressing a.
• Move ahead 10 seconds, by pressing 9.

• Move to the end of any message, by

pressing 99.

• To sIUp one message. press the ","
button.

• To move from new to saved messages.
press It'E "" button twlce.

• To bad< up one step, press the '." button.

Steps for Sending
Messages to other
Mailboxes
Record your name for your mailbox so that

when other users of The Message Center

send you messages. they'll hear your name.

Until you record your name. others will hear

only a recording of your telephone number.

To record or chanv. your nam.:
1. Upon entering your mailbox,

press 4 to reach greetings, then

press 1.

2. Press 5 to record or change your name

3. Press the "'" button when you are
finished.

You can send a message directly from your

mailbox to another on The Message Center.

Or, you can send the same message to two
or more friends with just one call. There is a

small charge for each message you send.

but no additional toll charges.

To ••nd _ ma....g. to another
M••••g. C.nt.r u••r:

1. Press 2 at 'Opening Choices.'

.2. Dial the mailbox number (the olt1er

person's phone number) followed by the

"It" button. lor each number. Include the

area code. if It'S different than your own.

If phone number you dialed is not a

Message Center customer, the system

WIll let you know.

3. Press the "," button again.

4. Press 5to record your message.

5. When you are finished recording, press

the '," button.

• At any time when reviewing your

message, yoo can press 5 to

re-record your message.

• When you are finished recordin'g, press

the '" button.

6. Next. select 'Delivery Choice•. '

• Press 1 to man.: your message lor private

delivery.

• Press 2 to man.: your message for future

deilvery--up to 365 days later (avaJlable

only on Deluxe Mailboxes).

• Press the "'" button to send your
message.

To replv to _ me.._v. from .tother
Message Center user:

• Press 4 after you hear the message to
which you want to reply. Follow the

recorded instructions.

To copy a me....... to another
M.....g. cent.r M.llbox:

• Press 5 after you hear a message ~ :,Jow

the Instructions 10 forward that messagf
to another mailbox.

How to Change Your
Greeting
You can easily select or change the ~'eetir

you wanI callers 10 hear. You can sw-dl
back and forth between your regular

greeting and an alternate greeting from

almost any touch-tone phone.

To eMng. Jour personal 01'.It.m.t. gre.tlng:

1. Call The Message Center and follotr1N

recorded instructions.

2. Press 4 at 'Opening ChoICeS.'

3. Press 210 hear yr::u CU/Ttlrt gree\ir9.
You will then have four chOIces:

• Press 1 to record a new ~ul_r

g....tlng. Follow the VOIC9 prompts to
record the greeting. . : -..'

• Press 2 to record or change 'fOOl
Inemate greeting.

• Press the "t" button to keep your CUrTer

greeting.

• Press 3 to select our automatic pr.­
recorded Message Center system

greeting.

When you've finished. press the "." button

To reach customer ..-vk:e, c*I
toll-fr.. 1-800-675-9005.
8:00 I.m. " 7:00 p.m., Monday-fridaV

8:00 I.m.• 5:00 p.m., Saturday

For recorded Instruction•• call
toll-'.... 1~~9989

To order The Message Cent8r call. toll

free 1-300-273-7000



DEC ~ 1994

" 5\\fER .Al'SWERING AMERICA'S COMMUNICATIOl'S l'EEDS'

.....MERICA
November 30, 1994

Mr. Steve LaPierre
ATSI
1150 South Washington Street, Suite 150
Alexandria, VA 22314

GTE California Illegally using CPNI

Dear Mr. LaPierre:

As a follow up to the article in The Telecommunicator for the week of November 21, 1994, OUI

Burbank, CA office encountered the same problem with GTE of California calling oUI cu-stomers
to advise them of a dramatic increase in the cost of connection to our Answering Service as of
January 1, 1995 from $2.50 to $21.00 per month.

As suggested in the ATSI article, I contacted Cheryl Akers, the GTE answering service liaison at
[714] 373-8127. Ms. Akers assured me that GTE was not specifically targeting answering
service customers but was calling all customers with what they call "designed services", which
includes secretarial service used to connect customers to an answering service. These customers
were being advised of the rate increase as of January 1, but according to Ms. Akers, were being
told to contact their answering service to explore other alternatives such as call forwarding. Ms.
Akers denied that GTE representatives were soliciting TAS customers for other GTE services
such as voice mail or other alternatives. When I told Ms. Akers that one of our customers had
been warned that his cost could increase up to $40 a month, Ms. Akers said that she would look
into it and get back to me. When she called back, she again reiterated that after checking with
the GTE personnel involved with this effort, they all confirmed that their approach was only to
refer customers back to their TAS, and that there was no intent to try to convert or othernise
solicit for GTE services.

We will keep you advised if we encounter further problems in this area.

Very truly yours,

,JJ:tLe~'~
Vice President and General Counsel

cc: Sandy Baker/Kay Stahley

150 East 58th Street. New York, New York 10155
(212) 832-9170 • Fax: (212) 755-1410
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PROFESSIONAL ANSWERING SERVlCE, L"JC.
DIVISION OF LAKE ANSWERING SERVICE

~ NO. (21E)255-8B99

Date: ~ 30, 1994

'lb: A. T. S.l.

Attn. Of: ---------
Fran; Max:¥ Jt&bley, Mpgr

No. of Pages Incl. Cover Sheet.

This m:rrning, cne of Q.l.r phyl!lician I l!l C411ed to ioqu.ire
MESSACE! al:cut their ca.11-forwanUnq not being on~ they returned

to the office on Tuesday. After generating a report, I see the office
foNarded to us (TAS) on Friday at 16:48 pn. '!be (X1ysician asked what
COUl<1 be <Xrle to ensure the calls going to his office 14II1t'JUld 00 answered
no matter what hag?enS to the call-forwarding fQature.

I eu~eted the Alt~te Answer feature to my C\.l..8t~.
'Ibi 5 featlJre waS ordered arrl the Pm's.1c1an called to let t1S know his llne
weuld forward on the 5th ring. He also let rae )cro.7 that the Ameritech Rep.
sug:JeSted. thejr (.Arrer1tecb) 30 da¥ free t:tJa1 far volC'CIMll oery!ce, My
physician replied to the representative that he only wanta! this; fc;aatUX"Q,
he leI:::uJd never give up his "live sexvjce".

c::Snu(n.~ tht. J:aht. t::OWlt!J c:IIua ClVt' ~cniJ <JjfC.lt!

6674 MENTOR AVfNUE. MENTOR, OHIO 44060·6199 0(218) 255- 4060 01218) 942-7456 0FAX (216) 255·8899



To; Steve Lapierre

From: Rarry ~d8ms

President
frp.edool Co.au.lni(~Allon.ll

Th~r~ has been ~ lot of promotlon And hour lon~

television :>erle:o; with w~ll known Hollywuod ~1.ars ~)J"ollolinlt what
T belip.v~ to bu on unrA~listie portrayal of Me~ory rail, The
Memory Call felltur~ is now callen answp.rine; st"l'vict". [ ~\less In
it's basic context memory cal) is ~n auto_ated answ~rin~ ~ervice.

but J ha v~ h 8 d s eve r ,,1 eli en t" I,eli <: " e t h" t the.Y III 0 U 1tl a co t 118 I ) Y
be provided wi lh a I ive operator in the IiPnsc ur the rubl ics
['ll"rc~Ptio" of an ans .. ~l'ing serVIce. Tn my opinion this is very
mi~leQding and I have had to c1plain thi~ to N~vcr~l callers
t hal tel 1 met hey a r ~ go 1nit 0 ({ e t Sou thee n t r It 1 13 cd 1 'lO .ln s w~ r i nil
~ervice fur onll $6.95 pcr month.

The Bellsoutb vromolional pro~ra. hy Jerry M3thers
has been partj~ularly d1~turblni lo .c MS h~ porlrays "~tl~outh'J

Memo!'y CaJl as an actual Ahswet'inir ~ervil'C!' antt not Il voice mHil
~ervice ror what jt r~~'ty is,

I have Illso ~ncou/ltered nUII~J'on,; situation::; in
",nidl clIents a.re paying rur Mc.ury r.a.ll ",.. well ~1: other
ONA licrvicc:J that tho)' wore not awar~ that they had. I )cIlO.
th;9 a~ facl 1.8 I assi~t QUI' cli~nts in coo",'Hnntini our st"rvices
wilh 8ell~outh teatlJres lo a('hievc maxi'-llIl efrici('llCY with tlct'ir
inner office telephone sy~te.,

I could ~Q on and on Steve but 1 iU~SS 1 have to ~lop

so.ewher~. It was 8 plc~Rurc aeetini and talkini with you ~t the
STA conv~ntion in Mf'.phi~. I look forward to ht-ariu!t trus ,you in
the ruture.

Barry Ad.lns
President
Fref"do.
COlll1lltn i ell t i on·'C

1

'd~OJ SNOI1~JINnWWOJ WOa~]~~ vC096SC S02 tJS:60 10-2



druid city/tuscaloosa
answering and paging, inc.
2810 7th Street
Tuscaloosa. Al 35401
(205) 349-2700

TO:ATSI
Mr. Steve LaPierre

FrOM:Tracey Key and Jason Key

Dear Sir,

The following"horror stories" happened to our co~pany just
thi~ past week. The events are similiar and happened when
customers were taKing memory call off of their south central
bell telephone hills. Both customers had already ~ade the
decision to go to either our voice mail or live answering
service.

The fir~t wae a laY office that was converting to live answer­
ino from memory call. They told them that they would cancel
this service for them. Not only did they cancel the memory
call service but they also canceled the call forwarding which
is how our service is use~. ThiS vas not noticed until 5:00pm
one ~ft.rnoon so the customer had to go without anr type or
service until 4:00pm the next day Which vas when the phone
company could re-connect the service. Their reasoning for this
was that you d1~ not need call forward,callforward busy line
and call forward no anever unle3S you where using their
MEMORY C~LL service.

The second customer vas a man that was going trom memory call
to our stand alone voice mail. They tOl~ him that call forward
no anSWQr would not work unless he was hooked up vith their
MEMORY CALL. He finally hunq up in frustration but called
baCK and asked for the supervisor. She put him on hold for
35 minutes and then came back and tOld him that she could do
that but ~hat it vae very rare. She also told him that he
needed to be aware that ther~ would be a $8 chargQ to awitoh
the number on his call forward no answer was he sure he wanted
to do this.

In closing VQ USQ to do all of this phone company calling
for our customers so that they would not have to go through
the abuse and trOUble. We were told that the customer had to
call themselvvs because of CPNI. No telling hoy many customers
we have loet just bec~use the phone companl would not just
Qive them what they aBk~d for.

I do not wish for this to be printed in the ne~51etter but
hope that it can show how South Central Bell really YOrKS

10 Alabama. Sincerely,
..ATSI ""Merll Of "~500AtlOl'> 01 TEUMf5SAGINC SfIVI((5 ""'T~"'TI()N"'1 I~(. _~ ,,\ .... _. +(. I

.•~I~
TOHll 1>.91"\1
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June 24, 1994

Ms. Martha Lockwood
ATSI
1150 S. Washinqton st., ste. 150
Alexandria, VA 22314

Dear Kartha,

Attached is the letter of apology from Southwestern Bell Telephone
Company.

When my wife called in to simply change the ring cycle on our wif
no answer call forwarding", we were "unhooked" and connected to
SWB's voice Mail that same day.

This was done without our knowledge and certainly without our
8.ut.horization.

Please let me know if I can provide any additional information.

Sincerely,

AV lLABLE COMMUNICATIONS, INC.

mes D. Marchbank
eaident

csbh

Attachment

1\330OUVe BLVD., 9lJlT( 10&' ST. LOUIS. t.IISSOURI 831.'·71" •(3'41ll9S-1OOO
" F~(31')9K-'FU



TRANSCRIPT OF TELEPHONE CALL
BBTWeEN

JAKES D. KARCHBAN~, PRESIDENT OF AVAILABLB COMMUNICATIONS, INC.
AND

CARLOS, REPRESENTATIVE OF SWB CALL NOTES
SEPTEMBER 1994, 2:00PM

OK, :'M SORRY WHAT WAS YOUR NAME AGAIN?
UHH, CARLOS
OK CARLOS ... UHH, ALRIGHT, I WAS A LITTLE CONFUSED, YOU WERE
SAYING THAT THE, ON YOUR UHM, YOUR CALL FORWARDING BUSY
DON'T ANSWER
RIGHT ...
THAT IS INCLUDED IN YOUR CHARGE FOR CALL NOTES.
EXCUSE ME, I DIDN'T HEAR YOU COULD YOU REPEAT THAT?
YEAH, THE CALL FORWARDING BUSY DON'T M~SWER IS INCLUDED IN
YOUR PRICE FOR CALL NOTES?
WELL. IT'S A $1.00 SEE UHM" THE CALL NOTES, THE BASIC CALL
NOTES CHARGE IN MISSOURI IS $4.95 AND THEN IT'S A $1.00 FOR
THE CALL FORWARD BUSY NO ANSWER.
OK, AND THE UHH, BUT YOU'RE SAYING THAT THE CALL FORWARD
BUSY DON'T ANSWER IS ONLY AVAILABLE \Hl'H CALL NOTES.
UMM HUM, IT GOES ALONG W/CALL NOTES, CAUSE IT FORWARDS CALLS
OVER TO CALL NOTES WHEN THE LINE IS BUSY OR IF YOU DON'T
ANSWER.
BUT YOU COULDN'T USE THAT WITH ANY OTHER VOICE MAIL?
NO, BECAUSE IT'S ARR, IT'S A SWB UMH, SERVICE~ AND UHH SEE
UHH, HOW IT WORKS IS, WE AT THIS OFFICE, SOUTHWESTERN BELL
MESSAGING SERVICES, WE PLACE AN ORDER CALL NOTES, WE PUT THE
CALL NOTES ON THE PART FOR THE MAILBOX AND RECORDING THE
MESSAGE AND THEN SOUTHWESTERN BELL TELEPHONE CO. PUTS THE
UMM, CALL FORWARD BUSY DON'T ANSWER ON.
BUT IF THEY PUT IT ON SEPARATELY, WHAT CAN'T IT BE USED WITH
SOMEBODY ELSE'S VOICE MAILBOX SERVICE?
BECAUSE UMM, THEY UMM, IT'S A SWB SERVICE.
OK, BUT A DIALTONE IS A swa SERVICE TOO, BUT IT CAN BE USED
WITH YOU KNOW, A LOT OF DIFFERENT THINGS.
BUT YOU'RE SAYING THF- CALL FORWARDING BUSY DON'T ANSWER CAN
ONLY BE USED WITH CALL NOTES?
RIGHT, BECAUSE yOU KNOW, IT FORWARD CALLS OVER TO CALL NOTES
WHEN YOU KNOW, If THE LINE IS BUSY OR DOESN'T ANSWER.
OK. UHH, AND HOW MANY YOU SAY, IT'S $5.95 AND HOW MUCH IS
THAT, UHR & HOW MANY CALLS DOES THAT TARE:
UMM, WITH THE $5.95 IT TA~ES 20 MESSAGES, 20 MESSAGE
CAPABILITY.
OK, AND THEN ARE THERE, WILL IT PAGE SOMEONE?
NOT ON THE BASIC CALL NOTES PACKAGE, BUT UMM, WITH THE CALL
NOTES PLUS PACKAGE, YE~H, IT HAS PAGING NOTIFICATION AND IT
COMES AS AN OPTION ON THE BASIC CALL NOTES PACKAGE.

THE CALL CONTINUES ABOUT OTHER FEATURES AVA!LABLE THROUGH CALL
NOTES ...

sn:

SWB:

JIM:
SWB:

.1tM:

31M:

TRANSCRIPT REVIEWED BY:

8MB:
31M:

JIM:

8ltB:

JIM:
se:

a.Bt

JIM:

8W8:
JIMt
SWB:
JIllt

JIM:
SWB:
JIM:

~- .::.,....- .... ""-,,-



@ Southwestern Ben Telephone

Wf'he One to Call On"~

MARCH 30, 1994

JAMfS MARCHBANI<
9S1 BROWNWOOD DR.
ST. LOtrrS, MO. 63131

DEAR MIl MARCHBANK:

Rasldlra SelVlet Ce••

PER. YOUR RBlUEST, THIS 15 A FOllOW UP TO OUR TELEPHONE
CONVERSATION RB:iARDING YOUR ACCOum (314) 432·1664. I
WANT TO AGAIN rxPRE5S MY SINCERE APOLOGY FOR THE
CONFUSION ASSOCIATED WITH YOUR REQJJEST FOR THE CAll.
FORWARDING/DON'T ANSWER SERVICE..

AS YOU MAY KNOW, WE DO Act AS AN AGENT FOR OUR AFFnlATE
COMPANY, SOUTHWESTERN BEll. MFSSAGlNG SERVlCFS INC.,
TO SEll THEIR CAllNOTPS PRODUCT. WHn.E IT IS OUR DFSIRE TO
SUCCESSFUllY MARKET THE CAllNOTES PRODUCT, IT IS NOT OUR
POllCY TO UTILIZE SALES OR~ OTHER PRACTICES THAT
WOUID PUT OTHER ENHANCE) SERVICE PROVIDERS AT AN UNFAIR
DISADVANTAGE. IN FACT, OUR GUlDELlNES ARE SPECIFIC AND
OUR SERVICE REPR5ENTATIV5 ARE TRAINED NOT TO OFFER OR
INITIATE A DISCUSSION ON THE CAllNOTES PRODUCT WHEN ONE
Of TWO CONDmONS EXJST: 1) mE CUSTOMER'S EXlSTING ACCOUNT
ALREADY HAS TIlE CAll FORWARDING/DON'T ANSWER SERVICE OR
THE CUSTOMER. ALERTING ENABLEMENT SERVICE, WHICH WOUlD
INDICATE THE CUSTOMER ALREADY SUBSCRIBFS TO A VOICE MAD..
SERVICE OF A NON-AFFILIATED ENHANCED SERVICE PROVIDER;
2) THE CUSTOMER CAllS IN TO INITIATE A REQUEST FOR THE CAU
FORWARDINGIOON'T ANSVYER SERVICE OR tHE CUSTOMERAImTING
ENABLEMENT SERVICE. WHAT OCCURRFD ON MARCH 21, 1994 WHEN
YOUR WIFE CAllED IN TOC~~E YOUR RING CYCLE. WAS TIlE
SERVICE REPRESrNTATIVE DID CHANGE THE RING CYCLE PER HER
RBlUFST, Bt.IT INADVERTENTLY TIFFD THE WRONG CAll
FORWARDING NUMBER. YOUR ACCOUNt' WAS NEVER SEr UP TO
RECEIVE THE CAllNOTFS SERVICE AND BD..l1NG FOR THE CAllNOTES
SERVICE WAS NEVER INT11ATED. SOUTHWESTERN BEll MESSAGING
SERVICFS INC. IN FACT. HAD NO KNOWLEDGE OF YOUR ACCOUNT.



"
•

IMMEDIATELY UPON RECEIVING YOUR PHONE CAll ON
MARCH 25, 1994, WE CORRECTED YOUR CAll. FORWARDING
NUMBER TO 995-1572. ADDmONAllY, I PERSONAllY CAll.ED YOUR
RESIDFNCE AND LEFT A VOICE MESSAGE THAT CONFlRMED IT
HAD BEEN CORRB:'IED.

Jt.S A RESULT OF THE SmJATION INVOLVING YOUR ACCOUNT,
WE HAVE RBNFORCED OUR GUIDELINrs ON HANDLING TIlE CAll
FORWARDING/BUSY LINE ANDIOR DON'T ANSWER SERVlCF.S WITH
THE INDIVIDUAL SERVICE REPRESENTATIVE WHO HANDLES YOUR
WIFE'S REQJJEST; AS WELL AS OUR ENTIRE WORK GROUP.

AGAIN, I REGRET THE INCONVFNIENCE TIllS SITUATION HAS
CAUSED. IF YOU HAVE 0TIiER QUFSTIONS OR CONCERNS, Pl.F.ASE FEEL
FREE TO CONTACT ME AT TOIL FREE (1) 572-7694.

SINCERELY,

~0~
ANN lAKIN
MGR SAUS/SERVlCE erR. (RES)


